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Online shopping has a lot of 
advantages; it saves you time and offers 
a wide range of products and services 
at affordable prices. Whilst the majority 
of online transactions go without any 
hitches, some consumers may suffer 
negative experiences. For this reason 
we will be giving some useful hints and 
advice as to what to look out for when 
buying presents online so that presents 
can be delivered on time. 

When shopping online, keep in mind 
that goods may take some time to 
arrive, especially during busy periods 
like the holiday season. Thus, as a word 
of advice, it is always recommended 
that during this period consumers start 
their online shopping early in order to 
allow time for delivery of the products 
on time and avoid disappointments. 
It must be appreciated that this time 

of the year is the busiest for postal 
services. Having said that, traders are 
still obliged by the same obligations 
vis-a-vis the consumer to deliver within 
the established timeframes.

When shopping via distance means, 
such as online, the consumer has the 
right of cancellation, which is of a 
minimum of 15 days from when the 
goods are delivered. However, one must 
keep in mind that this cancellation right 
is not applicable to all transactions. For 
insatnce, the right of cancellation does 
not apply to perishable goods, for the 
supply of newspaper and magazines 
and personalised goods which are 
made according to the consumer’s 
specifications. Notwithstanding, the 
trader is still bound by his obligations 
to deliver the goods as described in the 
contract of sale. 

The following are also some other tips 
in order to shop online safely: 
Beware of websites with limited 
contact details such as e-mail address 

This year is nearing its end 
and the holiday season is now 
with us. This is perhaps one of 
the busiest periods for both 
consumers and businesses. 
In this fourth edition of our 
Newsletter we will be giving 
useful advice to consumers 
when it comes to shopping 
online during the holiday 
season. We will also highlight 
the main topics discussed during 
the conference about consumer 
means of redress organised by 
the Centre in November.

Christmas Shopping Online
only. A legitimate website must include 
detailed contact information of the 
trader or company such as company 
registration number, physical address, 
telephone number and e-mail address. 
Reliable websites must also contain 
detailed information on how and where 
the consumer can make a complaint if 
the need arise. Check the safety ranking 
of a website. Generally one should take 
special precautions when dealing with 
websites that have been in operation for 
less than a year or has been just recently 
put online. 

Avoid those sites that accept payment 
only by money order, in the case of non-
delivery, it will be very difficult, or almost 
impossible to get your money back. It 
is advisable to choose a website that 
offers multiple means of payment 
such as paypal. This is a secure payment 
method and also offers a service to 
consumers to lodge a complaint in case 
the product purchased is not delivered 
or the product  delivered is not as 
described on the website. 
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Furthermore, after having made your 
purchase, check your credit card and 
bank statements carefully to ensure 
that the correct, authorized amount 
has been debited, and also that no 
fraud has taken place as a result of the 
transaction – Never give your credit or 
debit card details via e-mail.  

If you as consumer are using your 
mobile device or tablet for your 
online purchase be careful when 

Consumer Means 
of Redress Conference
The Conference organised by ECC 
Malta in collaboration with the Malta 
Competition and Consumer Affairs 
Authority treated the various means of 
redress available to consumers against 
traders, both when shopping cross 
border and also when shopping locally. 

The conference saw the participation of 
various entities representing consumers 
and consumer organisations and 
also trader organisations. During the 
conference ECC Malta explained about 
the aim and remit of the ECC Network 
and about the remedies available to 
consumers when seeking redress for 
consumer claims involving cross border 
transactions. On the other hand the 

Office for Consumer Affairs within 
MCCAA explained its procedures in 
dealing with consumer complaints 
involving local transactions. The 
conference also highlighted the role 
of the Consumer Claims Tribunal. A 
presentation about the procedure for 
lodging a claim before the Tribunal 
was given. The aim of this Tribunal is 
to provide an informal and easy set 
up for consumers to obtain redress 
against traders. 

The conference also treated the main 
developments in European legislation 
in the field of Alternative and Online 
Dispute Resolution. Directive 2013/11/
EU on Alternative Dispute Resolution 

for Consumer Disputes (ADR Directive) 
ensures that consumers have access 
to ADR for resolving their contractual 
disputes with traders in almost all 
economic sectors irrespective of where 
the contract was concluded. Whilst 
Regulation 524/2013 on Online Dispute 
Resolution for Consumer Disputes 
(ODR Regulation) provides for the 
Platform on ODR which links all ADR 
entities notified by the Member States 
and applies to out-of-court resolution 
of disputes concerning contractual 
obligations stemming from online 
sales or services contracts between 
consumers and traders resident and 
established within the EU through the 
intervention of an ADR entity.

The sector of financial services was 
also treated during the conference by 
means of a presentation by the Office 
of the Arbiter for Financial Services. 
The General Retailers and Traders 
Union gave a traders’ perspective about 
consumer rules and regulations and 
how these affect businesses. 

The conference was addressed by the 
Minister for Social Dialogue Consumer 
Affairs and Civil Liberties, Hon. Helena 
Dalli. In her speech the Minister 
highlighted the benefits of efficient 
and effective redress mechanisms for 
the market. She stated that when the 
consumer feels that redress is available, 
trust in commercial entities increases.

using public Wi-Fi networks, always 
use your private network for a safer 
browsing. Consumers are  also strongly 
advised not to access any suspicious 
emails with links or other attachments 
especially from an unknown source. 

Always read the terms and conditions 
and the small print before making 
your online purchase. These most 
probably will contain very useful  
and valuable information!
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The trader is bound to deliver goods which are in conformity with the contract of sale and 
the consumer is entitled to a remedy when the trader fails in his obligations. Notwithstanding 
in the above case, we saw that the consumer’s complaint was not against the supplier of the 
goods but against the online payment service which provides for the possibility of redress for 
the consumer. Whilst this case was solved positively for the consumer, it must be submitted 
that the consumer is still bound to follow the guidelines provided by the service provider in 
order that the complaint be handled efficiently and effectively for the consumer’s own benefit. 

Furthermore, as a general rule, it is advisable that when purchasing goods online through 
online market platforms, it is important to make sure that you are purchasing from a 
professional seller and not from a private individual. Purchasing from private individuals will 
reduce your rights considerably, since such transactions are not covered by consumer’s 
legislation, which gives consumer’s additional protection due to the nature of the transaction.

A Maltese consumer purchased a 
laptop through an online trading 
platform operating within the EU 
from a seller based in the US. The 
consumer paid for the laptop through 
an online payment service that offers 
buyer’s protection. When the item was 
delivered the consumer found that the 
laptop did not match the specifications 
that were described on the order, in 
fact they were inferior to what was 
originally ordered. Consequently 
consumer decided to lodge a claim 
with the online payment service on 
the basis that the item delivered was 

‘significantly not as described’. However 
this report was initially denied as it 
was decided that the seller listed the 
item correctly. Notwithstanding the 
consumer appealed this outcome 
and she was requested to provide 
documents which can support her 
claim. The online payment service 
provided guidelines and timeframes 
within which such report was to 
be produced. Consequently, the 
consumer presented this document 
which however was deemed invalid as 
it was not produced by the consumer 
within the specified timeframes.

Following this further disappointment, 
the consumer decided to contact 
our Centre with her complaint. 
ECC Malta after reviewing her case, 
shared the case with its counterparts 
in Luxembourg as the Centre of the 
Country were the online payment 
service is established. Following the 
intervention of the ECC, the claim was 
decided in favour of the consumer 
and credited the consumer’s account 
with €273 representing the difference 
in value of what the consumer had 
ordered and what the seller actually 
provided.

Case Study

Advice 

https://www.facebook.com/pages/European-Consumer-Centre-Malta/1512693085646210

